Connecting with
your Community

via [N

They already ¥y you!

Welcometoa workshop on effective use of Facebook for libraries.

Thanks to Texas State Library & Archives Commission for asking us to present.

Special thanks to the participants who helped us shape this workshop by telling us
what they wanted to know. It helped us focus since we each could talk about FB all

day.




Agenda: 7/13/11

3 sections followed by 15 minute Q&A

Process

Caroline Ullmann, assistant director of communications at The Seattle Public Library.
Virtual Services Librarians Jennifer Robinson and Toby Thomas

At end of hour, you'll know how to
- Create a process that supports creativity, accuracy and efficiency
- Understand what kinds of posts build community and invite interaction
- Know how to build internal support, manage problems and promote your page
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We're excited to share what we’ve learned. In last year and a half we’ve nearly tripled
our number of fans and have seen more people interacting with us and posting on
our wall.

We're successfully using facebook to connect with library lovers and we hope to help
you be successful, too.




Our Goal

Provide practical tips on how to use facebook to
connect with your community, based on what
we’ve learned.

This workshop is for libraries of all sizes that want to use existing FB page more
effectively.

Not covering basics of setting up FB page, but feel free to email us if you have
guestions about that.

Today we have one editor and two librarians
Here to tell you your fans ARE out there
You just have to connect with them




Process!

Plan, Schedule & Establish




We're here.

And here.

Here, too.

We've got 26 branches, plus our large Central Library. Currently, the Social
Media Team is made up of members from three different departments, all
within Central. In the future we hope to expand so that branch staff are

involved as well. We had to figure out a good way to work easily together
from different floors/different departments. That’s what our process is all

about.




February 2011

+4
members
+2 members schedule
calendar shifts
“2 eyes”
Online
interaction
policy

Change came in clusters;
we grew organically

3 people
& email

February 2010

Building a process doesn’t have to be all at once... expect it to evolve.

Here are some major milestones for the last year — as you can see they are spread
along the timeline, with periods during which we didn’t innovate at all, just
monitored how it was going.

We adopt a sort of “need to know’ approach — we deal with issues or roadblocks
when we come to them, not before (it’s hard to guess what could come up).




Answer this question

What’s the purpose of
your facebook page?

...and define your mission.

What'’s your mission going to be? What are you trying to do with FB? Answer this
question and you’ll be on the road to defining your mission on facebook. Your mission
is going to shape how you build your process and allocate the most time and energy.




Be Realistic

1 million fans by
September. Yes.

Photo credit: http.//www.flickr.com/photos/kylemay/

My first piece of advice is: be realistic. We can’t all be New York Public Library (who as
of 10 minutes ago had 37,179 fans). Consider your resources: time, energy, staffing.
Ask “What can YOU accomplish?”

Evolving slowly and reassessing your goals is a good way to go about it.




Goals & Expectations

Q Timeframe

Q Number of fans

Q Staff time

Q Posting frequency

Here are some examples of goals you may want to set.

Once you hit 500 fans, do you want to just maintain? There’s nothing wrong with
that, and in fact, it might be a good strategy for you and your organization. You can
also set goals and as you surpass them, reassess and perhaps change directions.
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Qualitative
Goals

Can develop over time, not always
obvious at beginning.

Hard to measure, but you know
when you’re meeting them.

Photo courtesy: http.//www.flickr.com/photos/kb35
Some goals are qualitative.

One goal that we developed over time was that of TRANSPARENCY. We wanted our
fans to see what we wrote, but also what others wrote, so we adopted a practice of
being very open as far as who could post on the wall. We all agreed not to take down
downer or negative comments.

Another value we discovered was the authentic tone of voice: friendly and casual —a
voice that’s unique to facebook when it comes to our Library.
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What are your bases?

Photo courtesy: http.//www.flickr.com/photos/stuseeger
What do you absolutely need to cover?

Once you know what your bases are, you can take steps to make sure they are
covered.
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What are your bases?

[ Qe ©

These are some of our bases — yours might be different.

We monitor our wall 7 days a week
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What are your bases?

[ Qe o

monitoring ‘»

X}

responding

We respond to questions —we get a lot of them via facebook, and we want to
respond them as quickly as possible
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What are your bases?

monitoring
accuracy. -
—

responding

Accuracy is important, we’re a library!
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What are your bases?

monitoring
accuracy. -

—~— A

timeliness

responding

We need the flexibility to post quickly.
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What are your bases?

[ Qe ©

frequenay monitoring

accuracy- -
‘ ; o

1

N

timeliness

responding

We post 7 times a week, throughout the day, during our open hours.
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A Good Workflow

As uncomplicated as possible
Scalable

Covers your bases
Sustainable

These are some key ingredients to a good workflow.

| say “@” because you can go through several before you hit the best, and there are
many that may work OK.

#2, Scalability, is important. You may start out as a 1 person team, but could grow to 3
or 5.
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Leave a legacy

Change happens. Don’t leave your
organization hanging, document
your process so others can use it.

Photo courtesy: http.//www.flickr.com/photos/jenorton/
It’s important to DOCUMENT as much as you can.

What if everyone on your team (or you, if you're solo) caught the flu — would your
library be able to keep up this service for a few days without you?

19




Tools you absolutely need

Calendar

Shared
Space

The bare bones: I’'m going to cover shared space, calendar, and people. Toby’s going
to talk about ideas.

20




1272001 10:00 A

122011 10:00 AM

Resdy - Evergreen 1172013 10:00 A
Posted /102011 10:00 AM
/102011 10:00 AM

772272011 10:00 AM

771272013 10:00 AM
2112011 10:00 AM
/172011 10:00 AM

This doesn’t look like much, but it’s one of the key components of our success.
Without this forum for sharing ideas, we’d be lost. It’s an internal space where all
staff can provide input or ideas. Our shared space is a blog format on our intranet,
but it could easily be a wiki or a blog from an external free service like PBWiki,
Wikispaces, or Wordpress.

We use it for:

Writing posts

Sharing ideas

Group editing

Link checking

Tracking the status of posts

LARE o o
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Shared Space

het resey 1272001 10:00 A

ot ceney
et ready
- Fomed 271272011 10:00 AW
ot e
11172013 10:00 AN
7102011 10:00 AM
21072013 10:00 AM
7/22/2011 10:00 AM
/1572011 10:00 AM
71372011 10:00 A
162011 10:00 AW
4372011 10:00 AM

77872011 10:00 A
711272011 10:00 AM
271172011 10:00 AM
172011 10:00 AM

This is the “status” column that shows us what’s ready, so we can track our flow of
posts. We have posts we call “Evergreen” which can be put up at anytime.
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Shared Space

s > Emplopees & Employmect ©  About the Lbeary *  Staff Ovectory
Wk Groops > Sacial Media Team > Social Media 16ans » Ports

re e Pouts it o gouts b

e s aceme  semees e

10y bunch wrter as - #sberweod schwearts e et resey 22011 10:00 A0
Vikat's Going on Gthe Kbrary?1) e e ready

Manga: e ok ready

Maie & comic Book, Gummyl v Pomed 271272011 10:00 AM
Fhrstines Super sad true love story ot ready

Food mamors and hstones o Rasdy - Evergreen 1172013 10:00 AM
Pt Seman's compuaton added to cataiog Fostet 7102011 10:00 AM
Tutter #eampunbemimer e 77102011 10:00 AM
Firdayresds “stone araba® by Dses Spiotta 72201 10:00 A
riridoyresds “One Dey’ for St Swa's Doy 2152011 10:00 AM
£ on favorts marry Fotter beok move) 71372011 10:00 A
Fhrsnes esmbersncet Teonns 162011 10:00 AN
Fhrtines bumbersoot POTUSA 4372011 10:00 AM
YA books toe dar>

College Hel: Narrowng Your Ust 782011 10:00 A
We're geg awey nooks 8P 2/12:2018 10:00 A
Sest auho bosk for 8 road rig? 271172011 10:00 AM
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-]
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3
3
-]
a

Author evert: Jon Burmham SO /172011 10:00 AM

And here’s where you can see how many comments or responses a post idea has
received; also whether it’s something for Twitter or Facebook.
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Brady bunch writer dies :( #sherwood schwartz
This needs help sounding less Mo d

s morb

/0. hetp://goo-gUMOeSy

« «( #sherwood schwartz

Re: Brady bunch writer die

fe: Brady bunch writer dies o #sh

Here’s a detail of a i
. post idea that Tob ;
rough idea and asked for input. y posted last night. You can see he’s putup a
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Tedia Team > Social Media 1deas > Posts > B

#sherwood schwartz

Home > Teams > ol

Brady bunch writer dies :(

Comments

Re: Brady bunch writer dies « #sherwood schwartz

Mayyybe
5 yellow st the baginning of every episode of The

he Brady Bunch

. rady bunch writer dies :( #sherwood schwartz

gunch and Gilligan’s 1siand Sherwood Schwartz
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We also use calendars. You can use free calendars, you can use more than one. We

use Exchange and Sharepoint (our Intranet), but you could easily use Google Calendar
or another online option.

We use the calendar to:
v'Schedule updates
v'Assign duties

v/Stay on a timeline
v'Regular/Feature posts
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We write the way we write because we are a group of people who fine tune each
other’s phrases and flesh out each other’s ideas. We meet once a week, and we're
what make our facebook what it is.

Photo courtesy: http.//www.flickr.com/people/kheelcenter/
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#1 #2
EX- Y .

“two sets of eyes”

A culmination of these ideas is “Two Sets of Eyes”

There’s a lot of trust that goes into representing your library, especially in a public
medium like facebook — the library needs to give up some control, and this started
out as a way to build trust among departments @ the Library, but became one of our
bottom lines: We always have another person look at something before it’s posted.
This helps catch errors, as well as make sure posts are clear and make sense out of
context.

Links can have issues with posts, so double-checking is worth it!

Two sets of eyes is the perfect balance between personality and accuracy, and best of
all, you just need two people!
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When it’s helpful

What’s the hot book for kids this
summer?

24 Eye asks: was the point of this
post to ask for books suggestions or
to promote SRP? Could it do both?

The 2™ eye editor said that they’d expect the link to be a list of hot new kids books;
instead, the link led to a page about the Summer Reading program.

We decided to post question without a link and post a “Sign up for Summer Reading!”
prompt later that week.
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Tips for Process

Use tools you've
already got; no
need for fancy stuff!

Use the power of

collaboration to

improve writing,

flesh out ideas, and Setup a

assure quality. “ 7
‘dummy”

accounton

Schedule. facebook.

ith a pl
Schedule. Start with a plan
and procedures

Schedule. that are easily
—— expanded and
document them
well.

Use the tools you have: you can find free resources like PBWiki or Google Calendar

Scheduling — we didn’t go in depth about our scheduling because, well, it would take
an additional 45 minutes, but rest assured, having a well-understood schedule and
chain of contingencies is vital. It’s also important that you review this schedule
frequently to make sure it’s working for everyone and everyone knows it well.

Dummy Account: We also have a “dummy” account we use for practicing to see how
a link or a photo will look when posted to our wall. This has proved really invaluable.
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Ideas!

Build, Engage & Promote

So you’ve got a page set up, and an evolving process, but what do you actually POST
on the page?

| think this can be one of those paralyzing thoughts... but don’t worry, you’ll at least
walk away with a lot of ideas that we’ve used that you can try on your own page!
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Where do
you get
good ideas?

Where do you get ideas???
Jen talked a bit about our process... the ideas blog, etc.

I’'m going to talk a bit more about what makes a good idea.
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Why are you doing this?

® Engage
® Build
® Promote

Going back to what Jennifer talked about earlier...don’t lose sight of your
mission/goals. Think of your post ideas as ways to fulfill them.

Why would someone want to follow your FB page? What will they get out of it?
Over time, we decided that we want to use our facebook page to :
Engage with people

Build community
Promote services, staff, programs
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] News Feed

Share: [ Status (@) Photo 7] Link ' Video &= Question

What's on your mind?

° KEXP
Tune in to KEXP's Expansions tonight for a chance to win tickets to see

Shpongle at The Paramount on Saturday, July 16th! All ages show! Kid
Hops is hosting tonight, and has got Juan Maclean's new side-project,
Peach Melba, as well as forthcoming music from Mount Kimbie, Martyn,
Ben Watt's Buzzin' Fly Records, and countless others!

Shpongle live HD Part 3 Dorset Perception
www.youtube.com

Shponle live at the roundhouse in london 2009

B about an hour ago via HootSulte - €56 - Like - C

KEXP
S Coming up at 8 PM PT, it's Neema LIVE on Street Sounds! Tune inf
o

886 os KEXP 90.3 FM - Programs
kexp.org

8 5 ago via HootSuite - g9 4 - Like - Comment - Share
The Seattle Public Library

Have we mentioned how much we love Patti Smith? And that we're super
excited for the compilation “"Outside Society” to come out in August. Want

o Eh(! a hold now?

One thing to keep in mind about posting on facebook...
The more that you can get people to participate on the things you’ve posted (share
your posts, comment, like, etc.) the more likely they’ll see your future posts. How

does that work?

When you first log in to FB, you’re taken to your News Feed... this is where you see
the things that your friends and other associations post.

At the top of this news feed, you see two options up there... Most Recent and Top
News.

Most Recent is where you can see all posts by the people and pages you’re following
listed chronologically.

But the default view is Top News. Not everything all your friends post will show up
here, because facebook has come up with a formula for what they think you’ll want

to see most often...

This formula is called edgerank.
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Edge what?

+
@ Edgerank
+

What is Edgerank??

Edgerank determines what shows up in your Top News feed.

It’s a formula that considers 3 main factors:

 Affinity (how much you interact with that person/organization)

* Weight of interaction (comments count more than likes, etc.)

* Timeliness (newer things)

So to help increase the chance that your posts will be seen be more of the people
who are following you, you’ll want to get them to engage with your posts by

“liking” them, commenting on them, sharing them with their friends, etc.

Now I’ve got a lot of examples of posts that have gotten a lot of interaction from our
friends...
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Engage!

Give people a chance to
participate and offer input

Back to our three goals, part one Engage.
Every time | see this slide, | read it as “ENRAGE!” Important tip: Don’t enrage people!

One of the keystones of social media is the ability for people to interact with each
other and to participate, so we need to make use of this!

Facebook gives you the chance to connect with people in a very personal way... very
different than how they use your website, or calendar, etc.

I think of it this way... In a lot of ways, many of our physical locations are moving in
the direction of more self-service, online holds, downloadable items, and less face to
face time with library staff. Sites like facebook give you a chance to regain some of
that lost personal interaction.

You get to show some personality, some sense of humor, that individuals make up the
organization. And the interaction provides a chance for people feel personally

connected and invested in the library.

Here are some examples of ways we’ve tried to have people connect with us.
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The Seattle Public Library

"You never love a book the way you love a book when you were 10," Daniel Handler (a.k.a. Lemony Snickett)
said when he was in Seattle last fall. What was one of your big book loves when you were 10?7

Like - Comment
& 22 people ke this,
£ View previous comments S0of 72
. Davh-wr\enlwaslﬂ’mnedwdsaws R.LP. Brian

Pb)v 3%m * Like

27 ot 2:3%m * Like * &3 1 person
. oby [N P Longstockingt htpffgoo gt

[ February 27 at 2:3%m - Like

:'Agf-vmerothekedhm&m Cadde Woodawn, Anne
reen Gables.

February 27 at 2:44pm * Lke

Sofl'l-AL!ﬂePrn(essl
February 27 at 2:45pm * Like

remember reading a book at 10, 47 years ago,
<aledchmes raFamwksmmmMmr«u‘m
has won awards...1 looked on ine for the book but only found a
recent picture book for much younger children...
February 27 at 2:46pm * Like

1 always lked blographies...even at 10 I was
nevest people and real stories...
February 7,, 47pm * Like

sessica [ Ae of Green Gables:)

February 27 at 2:47pm * Like * &3 1 person

People have opinions, and if you can come up with the right questions, people will
want to share.

READ POST

Facebook is designed for exactly this kind of interaction.
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The Seattle Public Library

The Library's new combination bookmobile/taco truck increases reading rates among late night snack
seekers,

pril 1 3t 11 2 * Comment

& 123 people ke this.

5 xatie N 1 o2ty wish this wasnt an April Fools Day joke.
April 1 8t 11:37am - Like * &3 12 people

Mary| But it would be fun though.
{ Aprl 13t 11:388m * U

Oh my god if this was not an April F
back to Seattle and live in that truck.
Aprl 1 at 11:38am * Like * &3 7 people
Doma-ve& ideal Supplement the lbrary budget! :-)
April 1 8t 11:3%am * Like * &3 3 people

. Tlm-Vumea&\gsredyooodl

April 1 at 11:3%m * Like * &3 1 person

Anne [N - v
Aprl 1 3t 11:41am * Like

. elaina [ 7 ooy

April 1 at 11:43am * Lke

ol Victoria That would be so cool!
; Aprl 1 at 11:46am * U

Try funny!
This April Fools Day post about a mythical new bookmobile was extremely popular!
READ POST

Showing a sense of humor helps display the human side of your organization.
Something you can’t really do with your website.
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The Seattle Public Library
In honor of this week's The Novel: Live! event, we're excited to try our own experiment! We'll give you a
starter sentence, and you build the story by adding the next line, one comment at a time. Here we go!

http://thenovellive.org/

Joa
) 18 people ke this.
The Seattle Public Library The wind had
she could stil hear the hai beating furiously

Xctober 12, 2010 at 10:36am * Lke
Misha Winnie's novel was so
dd not Up, even when the man skting!
snore.
October 12, 2010 at 10:45am * Like

lm-nwm, she set down her prized copy (she'd
¥ been number three on the lbrary hold list, after all, a fact which
gave Winnie great pride when reading publicly) of “Freedom" by
Jonathan Franzen.
2, 2010 at 10:52am * Lke

a Bew-hddbokw,m.mnmmsbeqmto
Ficker.

October 12, 2010 at 10:53am * Lke
Jenn But when his head dropped onto her shoulder

she was Forced to take notice.
October 12, 2010 at 10:55am * Like

ﬁmemmmm,mmmm;am
Y an iguana) nearby, shoved the stranger’s head away, sprung
up and yelled "GET OFF! EW!I"
October 12, 2010 at 11:00am * Like * &3 1 person
~ Dovmumddm'e&e,nwdtmwvw
v shifts of focus. brings another place and time crashing into the
here and now, that the man who had been snoring and was now

There was an event recently where local authors wrote a book together over a short
period of time. Each author wrote one chapter for it. We took the idea and translated
it to FB by giving a starter sentence and then letting people build the story one
comment at a time.

| think we had over 40 posts!

The short story we wrote together wasn’t exactly linear, and | think It included a

stormy night in the library, a time traveling couple, a pet iguana... It was really fun to
read!
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Build!

Help create community online
around books,

reading, and the library.

Our second goal: Build community

One of the great things about facebook, is that you can see people begin to interact
with each other on your posts.

Creating situations where people can share ideas about their favorite books and
movies or giving them a chance talk about the library is a way to build community
online.

Here are some posts that have helped us meet this goal:
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The Seattle Public Library

TODAY ON FACEBOOK: Librarians are standing by to suggest your next great book! Here's how it works:
1) Click *The Seattle Public Library" to go to our page

2) Post three books/authors you've enjoyed

3) Walk away with a great book suggestion!

The Seattle Public Library
Page: 11,006 people like this,
Like * Comment * Share

€0 Apei 14 82 9:4
&) 50 people lke this.
" Becky) Do we post on your wal or is there somewhere more

R g specifictor ?
Aprl 14 at 9:405m * Lke
The Seattle Public Library @Becky: just post to & to our wall -
that way we can comment directly to your post and others can see
the recommendations, too!
April 14 at 9:41am * Like

secky[J Great, thanks!
A

Aprl 14 at 9:41am * Lke

One of our favorite posts to highlight is the Readers Advisory day on Facebook!
We tried an experiment on Facebook, asking people to post 3 books/authors that
they enjoy and we’d give them (at least) one personalized suggestion based on what

they listed.

We made sure that we had several people with “offdesk” time through the day ready
to respond.

Wow! We had 107 requests! And the best part is that it wasn’t just us responding...
other people chimed in with their suggestions to help each other out.

It was an exciting and a little terrifying, but in the end so much fun for everyone!
And more than 100 people walked away with personalized reading suggestions!

This is the personality we want the Library to have!
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The Seattle Public Library
If you could suggest one book to someone who thinks nonfiction is boring, what would it be?
March 23 at 1:17pm * Like - Comment

&Y 15 people like this.

£J View previous comments 50 of 140

andrew/ Il Devi in the White City
p March 23 at 3:17pm * Like * &3 1 person

e. Robin hhmmm, {'m drawing a blank, but il go with "why
people Delieve weird things” by michael shermer (founder of the
skeptics society & editor of "skeptic” :
March 23 at 3:34pm * Like

£ Robin [l “guns, germs, & steel” by jar
that like to read,
March 23 at 3:36pm * Like

JerflfHunter S. Thompson Hell's Angels (adults only)
4 March 23 at 3:45pm * Like

Pam [ Midnight in the Garden of Good and Evi
March 23 at 3:46pm * Like

Meru [ Freakonormics.
March 23 at 3:53pm * Like * «32 people

IF you don’t think you have the capacity to do a RA day on your own, have patrons do
their OWN RA for each other.

This is a way to be realistic about what you can handle, but still gets people talking
and gives them something they can take away.
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The Seattle Public Library
Is it possible that a movie is better than the book that inspired it? You had lots of
suggestions -- and now your ideas are in a two-part list in our Library catalog.

The movie was better than the book, Part I
seattle.bibliocommons

o include on this list,
st is a two-parter.
ﬂ June 16 at 4:04pm * Unlike * Comment * Share
&Y You, Bo Kinney, Jared Mills, Linda Johns and 10 others like this,

£J View all 17 comments

http://seattle.bibliocommons.com/list/show/86922331 seattle quic
k _picks/89193717 the movie was better than the book, part i

In some cases we’ve taken comments from these questions and turned them into a
book list in our catalog, such as this one about which movies were better than the
book.

These are community built book lists! How cool is that?!?

If your catalog doesn’t let you create and share a book list like this, you could use the
same idea to set up book displays in your branches, or display a book list on your
website.
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The Seattle Public Library

We've all got one: what's the movie you LOVE that gets blank stares when you bring it up? Let's find some
hiddden gems.
Ap t 10:16 Like - Comment

€ 14 people lke this,

2 View previous comments S0 of 116

m;*rowm,nmmmwm
never seen, nor heard of "All the President’s Men," the movie I have
to watch when & happens to be on a screen near me, even though it
never changes how & turns out.

Apel 28 8t 11:20am * Like * €31 person

stzphuie”'meﬁu\thgdm'ﬂhmFmow, Yer
Dulles, and Tom Conti. And another later one with Tom Conti and 3

very young Kelly McGilis, "Reuben, Reuben.”
April 28 at 11:21am - Like
= Down B Cold Confort Farm

April 28 at 11:24am * Like * &35 people

n tisa [ cnems Paradisio

Apel 28 at 11:30am * Like * D4 people

oan [ The Fith Element, and Army of Darkness
B April 28 8 11:37am « Like * €34 people

2 Kdle-A Very Long Engagement and L'Auberge Espagnol
are also favorites of mine :)
Aprl 28 8t 11:3%m * Lks

webster I the ted Peogie In Chins
Aprl 28 8t 11:40sm * Like * &3 1 person

Posts can act as discovery tools... gives people another reason to check in on your
page. Maybe they’ll find a good idea for a movie, book, or CD to check out.

We’ve also noticed that people who comment early on come back and post again or
like other people’s comments. They start interacting with each other.
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The Seattle Public Library
Imagine. ((1°)

)10 at 11:51am - Like * Comment

& 107 people like this.

The Seattle Public Library Beatles on CD:
http://seattle.bibliocommons.com/search?q=%22Beatles
Y%228search_category=author8¢=author&f _format=MUSIC_CD
December 8, 2010 at 11:52am * Like

- The Seattle Public Library Lennon on CD:

http://seattle.bibliocommons.com/search?q=%22john+le
nnon%22&search_category=authorft=author&f_format=MUS
1C_CD

December 8, 2010 at 11:53am * Like

Wally Bubelis Time for one of my favorite songs for this time of
year: Merry Xmas, War is Over
December 8, 2010 at 12:08pm * Like * &34 people

Leah Anduin Sad day in history indeed.... :(
B December 8, 2010 at 12:14pm via Facebook Mobile * Like

Benjamin Kubilus @wally: If only, eh? :/
December 8, 2010 at 2:29pm * Like

2 Wally Bubelis @Benajmin: We can only Imagine, no?
December 9, 2010 at 8:49am * Like

Sometimes it’s the simplest ideas that catch people’s attention...

Here’s one we did on the fly...

We had seen this being posted by other people mourning the anniversary of John
Lennon’s death. We joined in and shared it on our page.

Ideas like this get shared all over the Internet... and you can be part of it.
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Gt
adventure

Promote!

Advertise your services, staff,
programs and collections

Our last goal is to promote everything the Library has to offer.
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The Seattle Public Library
You can pay your fines online now! Clear your balance from home! https://pay.spl.org/

@ SsL The Seattle Public Library: Online Payments
Secured 3o pay.spl

ard or PayPal account to pay your Library fines and fees or add credit to your
ne.

€1 March 1 at 11:30am * Like - Comment * Share

€ 126 people lke this.

" Donna ‘Who would I contact to find out how you set ti
uw?l in a lbrary who would love to set up online payments t

~ March 1 at 11:35am * Like FE TU RES
. carol [ Hey, took! 1t's the 20th century at the lbrary! A

March 1 at 11:3%am * Like

The Seattle Public Library @Donna: Probably best to emad our IT
Director - contact info here: http://www.spl.org/default
.asp7pagelD=about_contact

March 1 at 11:43am * Like

DeeMm_Fd:! Finally! Bet the lbrarians are almost as
thrilled as I am!!! Congrats.
March 1 at 11:47am * Like - «3 1 person

Nknle-vwwmmuowwwvwvw!!!!
e March 1 at 12:06pm * Like

Bonnle-'n'd*you!l
March 1 at 12:15pm * Like

When we finally began offering pay online, it was a huge hit! FB seemed a natural
place to advertise this new option.
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The Seattle Public Library

Mary Doria Russell was a hoot to have at the Library, talking about her
new book about Doc Holliday. If you missed it, you can listen to the
podcast now!

http:/ /www.spl.org/audio/Mary_Doria_Russell_May_2011.mp3

Mary Doria Russell May 2011
By: Unknown Artist
Mary Doria Russell May 2011
www.spl.org

11,320 Impressions - 0.12% Feedback

IiJ3 june 12 at 10:12am - Like - Comment - Share

Y 12 people like this.
Toby Thomas She's so funny!
June 13 at 7:29am - Like

Loy Lisa Padilla It was a great podcast. Thank you!
June 18 at 7:13pm - Like

Write a comment...

Do you podcast events? You can share them on facebook and people can share with
other people and play right on the facebook wall.

You could also share: any photos or documents you’ve digitized at your library, videos
you may have made, links to items in the catalog...

Making sure that your posts have a link, or photo, or video is how you make sure that
people can SHARE your posts on their own wall or with their friends.
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The Seattle Public Library

Love the Library? You have until midnight to Give Big for Books and
donate to the Library Foundation. Why today? It's a community-wide day
of giving and a share of every donation will be matched.

The Seattle Foundation | Seattle Public Library Foundation
www.seattlefoundation.org

The Seattle Public Library Foundation wants you to Give BIG for Books!
Recent city budget cuts have impacted the Library’s book budget--we
need your help to keep the Library's shelves full of materials for readers
of all ages

11,364 Impressions - 0.16% Feedback
¢]] June 23 at 12:15pm - Like - Comment - Share

&Y 11 people like this.

£J View all 7 comments

Mo The Seattle Public Library F d You all are
7. With less than 1 hour left, we are at §73,723 raised. Can we
make it to $75,000?
June 23 at 11:21pm - Like

Promote your Foundation or Friends groups!
This post was about a city-wide fundraising day. FB was a way to extend our reach.

The Library Foundation ended up getting more individual donations than any other
organization in this drive!
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The Seattle Public Library
It had been going on for years when they finally noticed her there, in the
background of all their vacation photos: the stranger.

Join us for story time for adults. Central Library auditorium on
Monday 6/20 at 12:05 p.m.
www.spl.org

12,375 Impressions - 0.15% Feedback

¢]] June 17 at 9:39am - Like - Comment - Share

&9 13 people like this.

£J View all 6 comments

Kreg Hasegawa http://goo.gl/5g63)
Eell June 17 at 11:06am - Like

The Seattle Public Library @Kreg -~ thanks!
June 17 at 4:20pm - Like

We have an awesome story time for adults, where one of our Reader Services
librarians reads thrilling tales at lunch time.

For event posts try to find something that makes it stand out or that works especially
well in this forum, like using this teaser line as the post text.

Also, we don’t get them up way in advance, but try to post a day or two in advance.
Social media tends to be more immediate...
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ms::lpoll- Do you have your Library card number memorized?

) 34 people ke this.
) View previous comments

Here are some other ideas that have gotten good responses from our FB friends...

| just want to highlight the poll question there in the middle. FB has a question
feature that’s fairly new where you can pose a question, and provide some answers
from which to choose. We got over 300 “votes” on this post!
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Tips for Ideas

Focus on local Takswhatgote
or world already doing, and
current events “facebook” it

Try AV Use shareable

things! tent (links, etc.
Get ideas from your g compent (finks, sc.)

whole staff

Borrow ideas from
other libraries and
organizations

Make sure that all library staff know that there’s a FB page and give them a chance to
have input on ideas for posts. Sometimes it’s the shelvers and desk clerks who are more
in touch with the community and with how FB works!

Borrow freely from other facebook pages. There are some great innovations out there.
Make use of them, especially if you're feeling at a loss!

Experiment to find what works with your community. It’s ok to have a post that is a little
flat... use the experience to find ways to improve next time.

Tie in post ideas with local or world current events. When the demonstrations in Egypt
began, we created a book list and shared it. I'm not sure what it’s like in Texas, but out
here localization and neighborhood blogging is really big right now. People will want to
participate on discussions about the community... the trick is trying to find a way to tie
whatever is going on in the community to the library.

You probably already have a calendar of events and do various kinds of promotions
online. Try to find a way to change event posts into an engaging FB post. Don’t just copy
what you are already doing elsewhere and paste it into FB... make it a little different. Find
a way for people to contribute or comment...

Keep in mind that in order for people to be able to share your posts, either on their own

wall or on someone else’s, there has to be something more than just the text... like a link,
video, photo, etc.

52




Admin!

Support, Problems, Growth

* Build internal support
* Consistently and competently handle problems
* Promote your page
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Make it easy for them
to support you.

v Show why it’s important
v Don’t let them forget

Vital that your organization support your outreach on Facebook
Takes time to do FB well.

You want your supervisors & library leaders to understand why it’s important and to
back you up.

So - make it easy for them!
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600 million

active users world wide

Why is 224
31%

important?

of U.S. is on facebook

Texas

has the 2" highest number of
facebook users in nation!

Why is it important for your library to be on FB? FB is huge!

World-wide, across the country, in each state

You can feel sure that at least some of your patrons are on FB. All you have to do is
reach out to them.

So it’s pretty easy to show why FB is important.

But you might have to keep reminding your administrators.
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Interaction & Insights

M Insights > The Seattle Public Library » Users
Demographics
(gender, age, location)
# Pageviews
# Rate of fan growth

# Feedback and
Interaction on posts

4025, 11,356 7,509+..

-

How? One way is to collect statistics.

Facebook Insights (for pages with 30 fans. Page administrators can view this).
Demographics for our page:

* Two-thirds female; one-third male
* More than half our fans between 25 & 44, though have fans in each age group

* Most from U.S., though have fans all over the world
* Past year, averaged 386 new fans a month
* Also can track how often fans comment on or “like” your posts
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Don’t let them forget!

What do with them? Use those statistics in monthly reports, reports for the city

librarian, leadership team, whoever you need to support you in-house. Tell them:

* How many new fans added
* Highlight popular posts
* Pass on a few comments

Offer to give a presentation to the Library Board, or your Foundation or Friends
group. If you have all-staff meetings, get on the agenda a couple of times a year.

Make FB a standing agenda item at your work group staff meetings.
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But what about the
dude posting with
the naked icon?

YOU DON'T

GEI TO

50 0WINON

FRIENDS

WITHOU AKING

A FEW;

ENEMIES

Several of you asked how to deal with problems.

What could possibly go wrong??

* negative feedback
* advertisements

* spam

* off-topic posts

* personal attacks, profanity, naked profile photos, etc.

HOMIBU fepos 2ty
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Community
builds, defines,
and polices
itself.

1) Build community. Building your FB community is like building a garden. You create
a healthy garden by building up the soil so it nurtures healthy plants.

Use interesting posts to create an active, fun space that attracts like-minded people
who love libraries and respect what you do.

Some degree page becomes self-policing. Fans will come to your defense.
2) Do need to monitor your page. If there is a problem, you’ll want to act swiftly.

3) Bottom line is — it’s your page — and you have control. And you can always report
egregious behavior to FB, which has its own standards for engagement.

Photo courtesy: http://www.flickr.com/photos/mdpettitt &
http://www.flickr.com/photos/sanjoselibrary/

60




Problems &
Solutions

Negative feedback? v Respond publicly

Negative feedback: Respond on FB. Be respectful. Don’t be defensive. Respond way
you would if you were interacting with someone in person, in the spirit of the library.
Actually builds trust — everyone can see you responding right there.

Often you’ll find other fans leaping to your defense. ©

Ads, etc.: Remove. Sometimes we’ll send a message. Ex: authors — purchasing
guidelines.

Off-topic: If getting derailed, we’ll ask other members of the Social Media Team to
post as individuals to get the post topic back on track.

Helps to have standards so can respond consistently
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Problems &
Solutions

Negative feedback? v Respond publicly

Ads/spam/attacks/profanity? v Remove from wall

3) Bottom line is — it’s your page — and you have control. And you can always report
egregious behavior to FB, which has its own standards for engagement.

Negative feedback: Respond on FB. Be respectful. Don’t be defensive. Respond way
you would if you were interacting with someone in person, in the spirit of the library.
Actually builds trust — everyone can see you responding right there.

Often you’ll find other fans leaping to your defense. ©

((Can point people to info on website. Say pass along to right group. Ask them to
email library if need more info.))

Ads, etc.: Remove. Sometimes we’ll send a message. Ex: authors — purchasing
guidelines.

Off-topic: If getting derailed, ask SMT to post as indivs.

Helps to have standards so can respond consistently
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Problems &
Solutions

Negative feedback? v Respond publicly
Ads/spam/attacks/profanity? v Remove from wall

Off topic comments? v’ Bury with your own comments

3) Bottom line is — it’s your page — and you have control. And you can always report
egregious behavior to FB, which has its own standards for engagement.

Negative feedback: Respond on FB. Be respectful. Don’t be defensive. Respond way
you would if you were interacting with someone in person, in the spirit of the library.
Actually builds trust — everyone can see you responding right there.

Often you’ll find other fans leaping to your defense. ©

((Can point people to info on website. Say pass along to right group. Ask them to
email library if need more info.))

Ads, etc.: Remove. Sometimes we’ll send a message. Ex: authors — purchasing
guidelines.

Off-topic: If getting derailed, ask SMT to post as indivs.

Helps to have standards so can respond consistently
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Set Expectations

We treat our customers with respect and expect
the same in return.

Interacting with the Library Online

We developed an online terms of use called “Interacting with the Library Online.”

Make it clear we think of our online space as an extension of our Library buildings.
Our buildings are safe and supportive spaces and so is our FB page.

Document spells out we delete commercial posts, personal attacks, or posts that use
profanity, insulting language, racist comments, sexual content, etc.

It’s on our website and we link to it from FB. (Feel free to use ours!)

Really, though, in our experience, problems really rare. We have 11,000+ fans and
vast majority are respectful. Our main problem is commercial posts. Everybody wants
to advertise their business on our FB page because we have so many fans.

Perfect lead in to -
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Promote on
a small
scale... e

Website

News
releases

Promotion!

Lots of options. Be smart and strategic. Think back to the goals for your page.

Promotion can be small: Staff can add “Find us on Facebook” to their email
signatures. Teen services librarians mention your FB page at school visits.
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Give-aways or
bookmarks
Newsletter

facebook
ads

Promotions can be larger: Print or electronic newsletters or buy ads on Facebook.

66




Tips for Admin

Model the

behavior
Stay visible!

Don’t let them
forget!

Cross-promote

Don'’t let fear
hold you
back... you
can handle it.

Visible: Gather statistics and use them. Remind your library what it’s getting out of FB
— pass along comments, compliments and constructive criticism.

Cross-promote: Use the tools you have. Link to FB page from your website or blogs. In
print publications, leave space for filler ads — “find us on FB.” Use those email sig
lines.

Model the behavior: Create a safe, supportive, self-policing space.

Don’t be afraid: You have a strategy and you know how to respond when problems
arise.

You can do it!
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Remember...

They alreadyg’j you!
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Thanks for Participating!

Have more Questions?

jenniferrobinson@spl.org

toby.thomas@spl.org

@The caroline.ullmann@spl.org

Seattle
Public
Library
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